






























NHSDGD $OODK 6:7\DQJ VHODOXPHPEHULNDQNHPXGDKDQGDQNHODQFDUDQNHSDGD
VD\D VHODPDSURVHVPHQJHUMDNDQVNULSVL
.DU\DWXOLVSHUWDPDVD\DLQLGHQJDQEDQJJDVD\DSHUVHPEDKNDQNHSDGD
 8QWXNRUDQJ WXD VD\D \DQJ WHUFLQWD PDPDGDQD\DK7HULPDNDVLK \DQJ
VHODOX PHQGXNXQJ VD\D XQWXN EHUMXDQJ PHQJKDGDSL WXJDV DNKLU GDQ
PHQGRDNDQDJDUVHPXDXVDKDVD\DELVDEHUMDODQ GHQJDQ ODQFDUGDQWHUFDSDL
7HULPDNDVLKWHODKPHPRWLYDVLVD\DWHUXVPHQHUXVKLQJJDWXJDVDNKLUVD\D
VHOHVDL 6D\D WLGDN DNDQ EHUMDQML XQWXNPHPEDQJJDNDQ NDOLDQ WDSL VD\D






 8QWXN DGLNNX WHUVD\DQJ $LVV\DK $GHOLD <DVPLQ GDQ .KDQ]D $GHOLV\D
<DVPLQ WHULPD NDVLK WHODK PHQMDGL SHQ\HPDQJDWNX GDQ VHODOX















 8QWXN WHPDQWHPDQ JUXS WD\RPDQLD WHULPD NDVLK WHODK PHQMDGL WHPDQ
VKDULQJVHPRJDNDOLDQVHPXDVXNVHV$DPLLQ
 8QWXN VDKDEDW VD\D$\X6LVFD$QMDUVDUL WHULPDNDVLK WHODKPHPEHULNDQ
VD\DVHPDQJDW 6HPDQJDW MXJD\DDGDODPPHQ\HOHVDLNDQVNULSVLQ\DDNX
\DNLQNDPXELVD6HPDQJDWWHUXV\DVLVWVHPRJDVXNVHV
 8QWXN WLP VNULSVL 3DN$JXV \DQJ WLGDN ELVD VD\D VHEXWNDQ VDWX SHUVDWX




3XML V\XNXU SHQXOLV SDQMDWNDQ XQWXN 7XKDQ <DQJ0DKD (VD \DQJ WHODK














 ,EX 'U 'UD 'LDK (NDQLQJWLDV $N00 &$ $$3% GDQ %DSDN 'U
1DQDQJ 6KRQKDGML 6($N 06L &$ &,%$ &0$ VHODNX GRVHQ
SHQJXMLVNULSVL
 %DSDNGDQ,EXGRVHQEHVHUWD&LYLWDV$NDGHPLND67,(3HUEDQDV6XUDED\D




NDUHQD LWX SHQXOLV PHPRKRQ PDDI DSDELOD PDVLK EDQ\DN NHNXUDQJDQ NDUHQD
NHWHUEDWDVDQSHQJHWDKXDQGDQSHQJDODPDQ
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REVHUYDWLRQ LQWHUYLHZ DQG GRFXPHQWDWLRQ 7KH YDOLGLW\ RI WKH GDWD XVHG LV WKH
WHFKQLTXHRIWULDQJXODWLRQPHWKRG
7KHVH UHVXOWV LQGLFDWH WKDW WKH SXEOLF SHUFHSWLRQ RI VHUYLFH XVHUV(.73
FDUG LQ 6XUDED\D FLW\ 'LVSHQGXNFDSLO VWDWHV WKDW VHUYLFH SURYLGHUV VWLOO

















3HQHOLWLDQ LQL EHUWXMXDQ XQWXN PHQJHWDKXL SHUVHSVL PDV\DUDNDW WHUKDGDS
OD\DQDQSXEOLN'LVSHQGXNFDSLONRWD6XUDED\D)UDPLQJ*RRG*RYHUQDQFH\DQJ
VHODPD LQL EHOXP GLNHWDKXL WHUNDLW SULQVLS WUDQVSDUDQVL DNXQWDELOLWDV
UHVSRQVLELOLWDVNHDGLODQNHVHWDUDDQHIHVLHQ	HIHNWLYLWDV3HQHOLWLDQLQLPHUXSDNDQ
SHQHOLWLDQ GHVNULSWLI NXDOLWDWLI GHQJDQ UHVSRQGHQ PDV\DUDNDW NRWD 6XUDED\D
3HQHQWXDQ UHVSRQGHQ GHQJDQ LQVLGHQWDO VDPSOLQJ 7HNQLN DQDOLVLV GDWD \DQJ
GLJXQDNDQ DGDODK DQDOLVLV GDWD NXDOLWDWLI 3HQJXPSXODQ GDWD GLODNXNDQ GHQJDQ
REVHUYDVLZDZDQFDUDGDQGRNXPHQWDVL.HDEVDKDQGDWD\DQJGLJXQDNDQDGDODK
WHNQLNWULDQJXODVLPHWRGH
+DVLO SHQHOLWLDQ LQL PHQXQMXNNDQ EDKZD SHUVHSVL PDV\DUDNDW SHQJJXQD
OD\DQDQ (.73 GL 'LVSHQGXNFDSLO NRWD 6XUDED\D PHQ\DWDNDQ EDKZD
SHQ\HOHQJJDUD SHOD\DQDQ PDVLK NXUDQJ PHPXDVNDQ SDGD EHEHUDSD SULQVLS




OD\DQDQ GDQ VDUDQD SUDVDUDQD 3HQLQJNDWDQ SHQ\HOHQJJDUD OD\DQDQ GL
'LVSHQGXNFDSLO NRWD 6XUDED\D GDSDW GLODNXNDQ GHQJDQ FDUD OHELK WDQJJDS GDQ
PHUHVSRQPDV\DUDNDWNHWLNDUDPDLSHQJXQMXQJGDQPHQDPEDKMXPODKEODQNR(
.73DJDUWHSDWZDNWXGDODPPHPEHULNDQSHOD\DQDQ
.DWD.XQFLSHUVHSVLPDV\DUDNDWSHOD\DQDQSXEOLNJRRGJRYHUQDQFH
